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CLAIMS 

What is claimed is : 

1. A Communications system comprising: 
a user interface through which users may establish a 

connection with \he system through use of a personal 
computer; 

a agent interface through which agents may establish 
a connection with the ^system through a personal computer; 

a central processors which provides for establishing 
a line of communication between the users and the agents 
based on a mode of communication selected by the user; 

a user memory which includes personal information 
for the user that have established a line of 
communication, wherein the central processor retrieves 
the user information when a connection is detected, and 
said user information is presented ko the agent with 
which a line of communication has beeai established; and 

a queue within which connections tV the user may be 
directed when a first predetermined condition is detected 
by the processor, and which may be connected with an 
agent when a second predetermined condition \s met 

2 . The system of claim 1 wherein the mode 
communication include at least one of : aj^eHTo 
communication, video coirumonicat^^ data 
communication . 

3. The ^fftem of claim 1 wherein the user 
interf^" provides a connection to a data network and the 
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users establish a connection through the interface using 
a web browser 

4 . The system of claim 3 wherein the data ^tfetwork 
is the Internet 
5 5. The system of claim 1 wherein j>ne user 

interface provides for connections established over a 
Public Switched Telephone Network ( PSTN ) . 

6. The system a<r cla^ffi 1 wherein the system is 
incorporated in a net|woj/K server, 
10 7 . The systeip/6¥^^ia4rrrrTT wherein agent interface 

provides for conductions established over a Local Area 
Network (LAN J// 

8 . yThe system of claim 1 wherein the first 
predetermined condition is unavailability of an agent, 

15 and/the second predetermined condition is the agent 

ecoming available to receive the connection stored in 
the queue. 

9. The system of claim 1 wherein the system 
further include^ a^d^gent monitoring module through 

20 which the agents may\Log into the system and amend status 

information . 

0 * 10. Th^ysystem of claim 9 wherein performance 

information mayNbe accessed and viewed through use of the 



agent monitoring mVjdule, 
25 11. The system of cJ 

memory whijr ti^±j g rcrnTcles us< 



3 further incl uding 

ractive screen displays 
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which are presented to vtft^ user s that hay p Q < 1 il 1 i ■ rff ^T'n" 
connecjiij^^riTroTj^ the Vasp^^interf ace . 

12 . The sVstem of claim further including a second 
memory which includes agent interactive screen displays 
which are presentfe^ 3 the agents that have established a 
connection through thte agent interface. 

13. \ The system of claim 12 wherein the status 
includes atXleast one of: agents currently active, 
identification information for connections in the queue, 
change of agent \status . 

14. The system of claim 1 wherein the sysj 
further includes a call back proce^s^iftij^module which 
provides for the ent/y ^j>-^5all back information by the 
system user ,^&frtfT whi>s^i_peripdically performs a search to 
loc^"relevant entries for which call back procedures 
are initiated. 
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15. A >nethod of providing communications computer 
users comprisiVg the steps of: 

detecting ay connection established by at least one 
user through a user: interface; 

displaying a f\rst interactive screen graphic to the 
at least one user, wnferein the interactive display 
graphic includes selections as to a desired mode of 
communication and provides for entry of selected 
information; \ 

based on the selected ^formation entered, 
retrieving from a memory personal information relating to 
the at least one user; \ 

performing a search to deteVmine if an agent is 
available to establish a connection with the at least one 
user; \ 

if an agent is available, providing the personal 
information to the agent through a second screen display 
and establishing the connection between Vhe user and the 
agent according to the mode of communicatron chosen by 
the at least one user; and \ 

if an agent is unavailable, placing the Vt least on 
user's connection in a queue until one of the agents 
becomes available, wherein a connection is established 
between the user and the agent according to the mo&e of 
communication chosen by the at least one user \ 
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16. The method of claim 15 wherein, when a / 
connection is placed in the queue, presenting a tfiird 
interactive screen display which includes lea&t one 
hypertext link to the at least on user, wherein a 

5 connection is established to a designated website when 

one of the hypertext links is choseryf 

17. The method of claim IS/wherein the at least one 
user establishes a conn^tior/ over a data network. 

18. The method /of c^ajim 17 wherein the data network 
10 is the Internet. 1/ 

19. The method of claim 15 wherein the at least one 
user establishe^r a connection over the PSTN. 

20. The method of claim 15 wherein the connection 
to the aj^ent are established over a Local Area Network 

15 (LAN)/: 

/ 21. The method of claim 15 wherein the modes of 
/ communication include at least one of: video, audio, and 
( data. 

22. The mVthod of claim 15 further comprising the 
20 step of receivij^gXohange in status information from one 

of the agents, and Vhanging the status of the agent 
accordingly . 

23. The method of claim 15 further includingUiQ — 
step of storing performance inf ormatijy^for selected 

25 numbers of the agentsgja^*aTsplaying the performance 

inf ormati^ja-^crpr-eceipt of a valid request. 
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24. The method of claim 16 further comprising the 
step of generating selected information with regards to 
the at least one user in the queue and presenting the 
selected information to the at least one uaer through the 

5 second interactive screen display. / 

25. The method of claim 15 further including the 
step of if an agent is unavailable presenting a call back 
screen display through which June system user may select a 
call back option and ori^'g^yinf ormation to facilitate a 

10 call back. 1/ 

26. The methopr of claim 25 further comprising the 
step of periodically searching information entered 
through the c^J_l back screen and based on the information 
stored therein, initiating automated call back functions. 

15 2 7/ The method of claim 15 further comprising the 

step/of presenting to the user an informational screen 
display containing personal data with regards to agent 
when the connection is established. 
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